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Designing the Paradigm Model of Service Quality Management

Seyed Ismail Mustafavi * .Qanbar Amirnejad 2*. Abutrab Alirezaei

Background: Quality is the key factor for survival and future development of any organization and a most
important factor for gaining competitive advantage. One of the basic tasks of management is to choose a
combination of service quality attributes that is optimal for customers.

Obijective: Therefore, it is necessary to identify effective factors in service quality management according to the
type of activity of organizations.

Methods: This research has presented a paradigmatic model of service quality management in industries of
Khuzestan province by the qualitative research method and grounded theory approach using from Strauss and
Corbin (1998). To analyze data, open coding, axial coding, and selective coding method was used with MAXQDA
software. Sample size for interviewing was snowball sampling method and reached 18 samples by theoretical
saturation.

Findings: Based on qualitative data analysis, 103 open codes and 20 categories determined. The final model
included 4 categories for causal conditions, 3 categories for intervening conditions, 4 categories for contextual
conditions, 4 categories for strategies and 5 categories for results.

Conclusion: managers of industrial companies can develop their efficiency and effectiveness in the field of service
quality management by using the paradigm model presented in this research.

Key words: Service Quality Management, Paradigm Model, Grounded Theory Approach, Industrial
Companies of Khuzestan Province
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